Environmental Quality Incidents Report
2/1/2010 to 2/28/2010 as of 3/4/2010

|Environmental Quality I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium

Total

_No Tier 2 None None 1

Total 1

Total 1

Mobile Devices None iPhone 1

Total 1

Total 1

EIS Hardware None None 1

Total 1

Printer None 3




Low Medium Total
EIS Hardware Printer Total 3 0 3
0 0 0
Total 4 0 4
0 0 0
4 0 4
0 0 0
_No Tier 2 None Internet 1 0 1
Explorer 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 1 0 1
0 0 0
None 10 0 10
0 0 0
Novell 1 0 1
GroupWise 0 0 0
PGP Desktop 1 0 1
Security 0 0 0
Total 16 0 16
0 0 0
Total 16 0 16
0 0 0
Application Error Adobe Acrobat 2 0 2
2 0 2
Adobe Creative 1 0 1
Suite 4 Web 1 0 1
Internet 2 0 2
Explorer 2 0 2
Microsoft 1 0 1
Access 1 0 1




Application

Low Medium Total
Error Microsoft Excel 2 0 2
2 0 2
Microsoft Office 1 0 1
2003 1 0 1
Microsoft Word 2 0 2
2 0 2
None 13 0 13
12 0 12
Novell Client 1 0 1
for 32-bit 1 0 1
Novell 1 0 1
ConsoleOne 1 0 1
Novell 8 0 8
GroupWise 7 0 7
Novell 2 0 2
Messenger 1 0 1
Oracle 8 Client 1 0 1
1 0 1
Oracle Client 1 0 1
Software 1 0 1
Total 38 0 38
35 0 35
None Novell 1 0 1
GroupWise 1 0 1
Total 1 0 1
1 0 1
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 40 0 40
37 0 37




Low Medium Total
Mobile Devices Error BlackBerry 2 0
2 0
iPhone 1 0
1 0
Sprint Remote 1 0
Access 1 0
Total 4 0
4 0
Total 4 0
4 0
Network Error None 2 0
1 0
Novell Client 4 0
for 32-bit 4 0
Total 6 0
5 0
Incident Novell Client 1 0
for 32-bit 1 0
Total 1 0
1 0
Password Microsoft 6 0
Terminal 6 0
None 2 0
1 0
Novell Client 1 0
for 32-bit 1 0
Total 9 0
8 0
Performance None 1 0
0 0
Total 1 0
0 0




Low Medium Total
Network Virus Symantec 1 0 1
AntiVirus 1 0 1
Total 1 0 1
1 0 1
Total 18 0 18
15 0 15
PC/Laptop Error Microsoft Plus! 1 0 1
for Windows 1 0 1
None 6 0 6
4 0 4
Total 7 0 7
5 0 5
Hardware None 18 1 19
11 0 11
Total 18 1 19
11 0 11
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Virus None 9 0 9
3 0 3
Symantec 3 0 3
AntiVirus 3 0 3
Total 12 0 12
6 0 6
Total 38 1 39
23 0 23
Print/Copy/Sca Error Code Adobe Acrobat 1 0 1
n/Fax 8.0 1 0 1
None 1 0 1
0 0 0




Low Medium Total
Print/Copy/Sca Error Code Total 2 0 2
n/Fax 1 0 1
Incident Documentum 1 0 1
1 0 1
None 5 0 5
1 0 1
Total 6 0 6
2 0 2
Toner/Fuser/ink None 4 0 4
1 0 1
Total 4 0 4
1 0 1
Total 12 0 12
4 0 4
Wireless Performance Sprint Remote 4 0 4
Connectivity Access 4 0 4
Total 4 0 4
4 0 4
Total 4 0 4
4 0 4
132 1 133
87 0 87
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0 0
Telecom Voice Mail None 1 0 1
0 0 0




Telecom

Telecom

Low Medium Total
Voice Mail 0 1
0 0
0 1
0 0
0 1
0 0
Dial Tone 1
0
1
0
1
0
1
0
142

87




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

ird

Bottom Number - Missed Inital Respons

Low Medium Total
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Mobile Devices None iPhone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
2 0 2
0 0 0
EIS Hardware None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Printer None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Total 4 0 4
0 0 0




Low Medium Total
4 0 4
0 0 0
_No Tier 2 None Internet 1 0 1
Explorer 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 1 0 1
0 0 0
None 10 0 10
0 0 0
Novell 1 0 1
GroupWise 0 0 0
PGP Desktop 1 0 1
Security 0 0 0
Total 16 0 16
0 0 0
Total 16 0 16
0 0 0
Application Error Adobe Acrobat 2 0 2
0 0 0
Adobe Creative 1 0 1
Suite 4 Web 0 0 0
Internet 2 0 2
Explorer 0 0 0
Microsoft 1 0 1
Access 0 0 0
Microsoft Excel 2 0 2
0 0 0
Microsoft Office 1 0 1
2003 0 0 0




Low Medium Total
Application Error Microsoft Word 2 0 2
0 0 0
None 13 0 13
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 1 0 1
ConsoleOne 0 0 0
Novell 8 0 8
GroupWise 0 0 0
Novell 2 0 2
Messenger 0 0 0
Oracle 8 Client 1 0 1
0 0 0
Oracle Client 1 0 1
Software 0 0 0
Total 38 0 38
0 0 0
None Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 40 0 40
0 0 0
Mobile Devices Error BlackBerry 2 0 2
0 0 0
iPhone 1 0 1
0 0 0




Low Medium Total
Mobile Devices Error Sprint Remote 0 1
Access 0 0
Total 0 4
0 0
Total 0 4
0 0
Network Error None 0 2
0 0
Novell Client 0 4
for 32-bit 0 0
Total 0 6
0 0
Incident Novell Client 0 1
for 32-bit 0 0
Total 0 1
0 0
Password Microsoft 0 6
Terminal 0 0
None 0 2
0 0
Novell Client 0 1
for 32-bit 0 0
Total 0 9
0 0
Performance None 0 1
0 0
Total 0 1
0 0
Virus Symantec 0 1
AntiVirus 0 0
Total 0 1
0 0




Low Medium Total
Network Total 18 0 18
0 0 0
PC/Laptop Error Microsoft Plus! 1 0 1
for Windows 0 0 0
None 6 0 6
0 0 0
Total 7 0 7
0 0 0
Hardware None 18 1 19
0 0 0
Total 18 1 19
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Virus None 9 0 9
1 0 1
Symantec 3 0 3
AntiVirus 0 0 0
Total 12 0 12
1 0 1
Total 38 1 39
1 0 1
Print/Copy/Sca Error Code Adobe Acrobat 1 0 1
n/Fax 8.0 0 0 0
None 1 0 1
0 0 0
Total 2 0 2
0 0 0
Incident Documentum 1 0 1
0 0 0




Low Medium Total
Print/Copy/Sca Incident None 5 0 5
n/Fax 0 0 0
Total 6 0 6
0 0 0
Toner/Fuser/Ink None 4 0 4
0 0 0
Total 4 0 4
0 0 0
0 0 0
Wireless Performance Sprint Remote 4 0 4
Connectivity Access 0 0 0
Total 4 0 4
0 0 0
Total 4 0 4
0 0 0
132 1 133
1 0 1
_No Tier 2 None None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
1 0 1
1 0 1
Telecom Voice Mail None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




Telecom

Dial Tone

Low

Medium

Total

o -~

N

RN

RN

142




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Mobile Devices None iPhone 1 0 1
0.15 0.00 0.15
Total 1 0 1
0.15 0.00 0.15
Total 1 0 1
0.15 0.00 0.15
2 0 2
0.09 0.00 0.09
EIS Hardware None None 1 0 1
0.48 0.00 0.48
Total 1 0 1
0.48 0.00 0.48
Printer None 3 0 3
0.34 0.00 0.34
Total 3 0 3
0.34 0.00 0.34
Total 4 0 4
0.38 0.00 0.38




Low Medium Total
4 0 4
0.38 0.00 0.38
_No Tier 2 None Internet 1 0 1
Explorer 0.05 0.00 0.05
Microsoft Excel 1 0 1
0.17 0.00 0.17
Microsoft 1 0 1
Windows XP 0.06 0.00 0.06
Microsoft Word 1 0 1
0.06 0.00 0.06
None 10 0 10
0.61 0.00 0.61
Novell 1 0 1
GroupWise 0.10 0.00 0.10
PGP Desktop 1 0 1
Security 0.07 0.00 0.07
Total 16 0 16
0.41 0.00 0.41
Total 16 0 16
0.41 0.00 0.41
Application Error Adobe Acrobat 2 0 2
0.03 0.00 0.03
Adobe Creative 1 0 1
Suite 4 Web 0.02 0.00 0.02
Internet 2 0 2
Explorer 0.02 0.00 0.02
Microsoft 1 0 1
Access 0.01 0.00 0.01
Microsoft Excel 2 0 2
0.02 0.00 0.02
Microsoft Office 1 0 1
2003 0.01 0.00 0.01




Low Medium Total
Application Error Microsoft Word 2 0 2
0.03 0.00 0.03
None 13 0 13
0.02 0.00 0.02
Novell Client 1 0 1
for 32-bit 0.04 0.00 0.04
Novell 1 0 1
ConsoleOne 0.03 0.00 0.03
Novell 8 0 8
GroupWise 0.02 0.00 0.02
Novell 2 0 2
Messenger 0.01 0.00 0.01
Oracle 8 Client 1 0 1
0.02 0.00 0.02
Oracle Client 1 0 1
Software 0.01 0.00 0.01
Total 38 0 38
0.02 0.00 0.02
None Novell 1 0 1
GroupWise 0.01 0.00 0.01
Total 1 0 1
0.01 0.00 0.01
Password None 1 0 1
0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02
Total 40 0 40
0.02 0.00 0.02
Mobile Devices Error BlackBerry 2 0 2
0.02 0.00 0.02
iPhone 1 0 1
0.02 0.00 0.02




Low Medium Total
Mobile Devices Error Sprint Remote 1 0 1
Access 0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Network Error None 2 0 2
0.05 0.00 0.05
Novell Client 4 0 4
for 32-bit 0.04 0.00 0.04
Total 6 0 6
0.04 0.00 0.04
Incident Novell Client 1 0 1
for 32-bit 0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Password Microsoft 6 0 6
Terminal 0.02 0.00 0.02
None 2 0 2
0.05 0.00 0.05
Novell Client 1 0 1
for 32-bit 0.02 0.00 0.02
Total 9 0 9
0.03 0.00 0.03
Performance None 1 0 1
0.14 0.00 0.14
Total 1 0 1
0.14 0.00 0.14
Virus Symantec 1 0 1
AntiVirus 0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02




Low

Medium

Total

Network Total 18 0 18
0.04 0.00 0.04

PC/Laptop Error Microsoft Plus! 1 0 1
for Windows 0.03 0.00 0.03

None 6 0 6

0.06 0.00 0.06

Total 7 0 7

0.05 0.00 0.05

Hardware None 18 1 19

0.04 0.06 0.04

Total 18 1 19

0.04 0.06 0.04

Password None 1 0 1

0.03 0.00 0.03

Total 1 0 1

0.03 0.00 0.03

Virus None 9 0 9

0.36 0.00 0.36

Symantec 3 0 3

AntiVirus 0.02 0.00 0.02

Total 12 0 12

0.27 0.00 0.27

Total 38 1 39

0.12 0.06 0.12

Print/Copy/Sca Error Code Adobe Acrobat 1 0 1
n/Fax 8.0 0.02 0.00 0.02
None 1 0 1

0.27 0.00 0.27

Total 2 0 2

0.14 0.00 0.14

Incident Documentum 1 0 1

0.19 0.00 0.19




Low Medium Total
Print/Copy/Sca Incident None 5 0 5
n/Fax 0.05 0.00 0.05
Total 6 0 6
0.08 0.00 0.08
Toner/Fuser/Ink None 4 0 4
0.05 0.00 0.05
Total 4 0 4
0.05 0.00 0.05
0.08 0.00 0.08
Wireless Performance Sprint Remote 4 0 4
Connectivity Access 0.25 0.00 0.25
Total 4 0 4
0.25 0.00 0.25
Total 4 0 4
0.25 0.00 0.25
132 1 133
0.11 0.06 0.11
_No Tier 2 None None 1 0 1
10.82 0.00 10.82
Total 1 0 1
10.82 0.00 10.82
Total 1 0 1
10.82 0.00 10.82
1 0 1
10.82 0.00 10.82
Telecom Voice Mail None 1 0 1
0.21 0.00 0.21
Total 1 0 1
0.21 0.00 0.21
Total 1 0 1
0.21 0.00 0.21




Telecom

Dial Tone

Low

Medium

Total

0.21

0.00

0.21

0.08

0.08

0.08

0.08

142
0.19




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.
Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and

Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Resolution

Low

Medium

Total

_No Tier 2 None

None

Total

Total

o

Mobile Devices

iPhone

o

EIS Hardware

Total

Printer

NN




Low Medium Total
_No Tier 2 None Internet 1 0 1
Explorer 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft Word 1 0 1
0 0 0
None 10 0 10
0 0 0
Novell 1 0 1
GroupWise 0 0 0
PGP Desktop 1 0 1
Security 0 0 0
Total 16 0 16
0 0 0
Total 16 0 16
0 0 0
Application Error Adobe Acrobat 2 0 2
0 0 0
Adobe Creative 1 0 1
Suite 4 Web 0 0 0
Internet 2 0 2
Explorer 0 0 0
Microsoft 1 0 1
Access 1 0 1
Microsoft Excel 2 0 2
1 0 1
Microsoft Office 1 0 1
2003 0 0 0
Microsoft Word 2 0 2
0 0 0




Low Medium Total
Application Error None 13 0 13
3 0 3
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 1 0 1
ConsoleOne 0 0 0
Novell 8 0 8
GroupWise 0 0 0
Novell 2 0 2
Messenger 0 0 0
Oracle 8 Client 1 0 1
0 0 0
Oracle Client 1 0 1
Software 1 0 1
Total 38 0 38
6 0 6
None Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 40 0 40
6 0 6
Mobile Devices Error BlackBerry 2 0 2
0 0 0
iPhone 1 0 1
0 0 0
Sprint Remote 1 0 1
Access 0 0 0




Low Medium Total
Mobile Devices Error Total 4 0 4
0 0 0
Total 4 0 4
0 0 0
Network Error None 2 0 2
0 0 0
Novell Client 4 0 4
for 32-bit 0 0 0
Total 6 0 6
0 0 0
Incident Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password Microsoft 6 0 6
Terminal 0 0 0
None 2 0 2
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 9 0 9
0 0 0
Performance None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Virus Symantec 1 0 1
AntiVirus 0 0 0
Total 1 0 1
0 0 0
Total 18 0 18
0 0 0




Low Medium Total
PC/Laptop Error Microsoft Plus! 1 0 1
for Windows 0 0 0
None 6 0 6
0 0 0
Total 7 0 7
0 0 0
Hardware None 18 1 19
0 0 0
Total 18 1 19
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Virus None 9 0 9
1 0 1
Symantec 3 0 3
AntiVirus 0 0 0
Total 12 0 12
1 0 1
Total 38 1 39
1 0 1
Print/Copy/Sca Error Code Adobe Acrobat 1 0 1
n/Fax 8.0 0 0 0
None 1 0 1
1 0 1
Total 2 0 2
1 0 1
Incident Documentum 1 0 1
0 0 0
None 5 0 5
0 0 0




Low Medium Total
Print/Copy/Sca Incident Total 6 6
n/Fax 0 0
Toner/Fuser/Ink None 4 4
0 0
Total 4 4
0 0
Total 12 12
1 1
Wireless Performance Sprint Remote 4 4
Connectivity Access 0 0
Total 4 4
0 0
4 4
0 0
132 133
8 8
_No Tier 2 1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
Telecom Voice Mail 1 1
0 0
1 1
0 0
1 1
0 0
1 1
0 0




Low

Medium

Total

Telecom

Dial Tone

N

N

142
11




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
10.98 0.00 10.98
Total 1 0 1
10.98 0.00 10.98
Total 1 0 1
10.98 0.00 10.98
Mobile Devices None iPhone 1 0 1
0.27 0.00 0.27
Total 1 0 1
0.27 0.00 0.27
Total 1 0 1
0.27 0.00 0.27
2 0 2
5.62 0.00 5.62
EIS Hardware None None 1 0 1
2.30 0.00 2.30
Total 1 0 1
2.30 0.00 2.30
Printer None 3 0 3
8.73 0.00 8.73
Total 3 0 3
8.73 0.00 8.73
Total 4 0 4
712 0.00 712




Low Medium Total
4 0 4
712 0.00 712
_No Tier 2 None Internet 1 0 1
Explorer 0.05 0.00 0.05
Microsoft Excel 1 0 1
0.17 0.00 0.17
Microsoft 1 0 1
Windows XP 0.06 0.00 0.06
Microsoft Word 1 0 1
0.06 0.00 0.06
None 10 0 10
0.61 0.00 0.61
Novell 1 0 1
GroupWise 0.10 0.00 0.10
PGP Desktop 1 0 1
Security 0.07 0.00 0.07
Total 16 0 16
0.41 0.00 0.41
Total 16 0 16
0.41 0.00 0.41
Application Error Adobe Acrobat 2 0 2
0.03 0.00 0.03
Adobe Creative 1 0 1
Suite 4 Web 0.02 0.00 0.02
Internet 2 0 2
Explorer 0.98 0.00 0.98
Microsoft 1 0 1
Access 12.53 0.00 12.53
Microsoft Excel 2 0 2
6.96 0.00 6.96
Microsoft Office 1 0 1
2003 0.01 0.00 0.01




Low Medium Total
Application Error Microsoft Word 2 0 2
0.03 0.00 0.03
None 13 0 13
5.01 0.00 5.01
Novell Client 1 0 1
for 32-bit 0.04 0.00 0.04
Novell 1 0 1
ConsoleOne 0.03 0.00 0.03
Novell 8 0 8
GroupWise 0.08 0.00 0.08
Novell 2 0 2
Messenger 2.10 0.00 2.10
Oracle 8 Client 1 0 1
5.99 0.00 5.99
Oracle Client 1 0 1
Software 6.21 0.00 6.21
Total 38 0 38
2.89 0.00 2.89
None Novell 1 0 1
GroupWise 242 0.00 2.42
Total 1 0 1
2.42 0.00 2.42
Password None 1 0 1
0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02
Total 40 0 40
2.80 0.00 2.80
Mobile Devices Error BlackBerry 2 0 2
0.02 0.00 0.02
iPhone 1 0 1
0.02 0.00 0.02




Low Medium Total
Mobile Devices Error Sprint Remote 1 0 1
Access 0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Network Error None 2 0 2
0.81 0.00 0.81
Novell Client 4 0 4
for 32-bit 0.04 0.00 0.04
Total 6 0 6
0.30 0.00 0.30
Incident Novell Client 1 0 1
for 32-bit 0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Password Microsoft 6 0 6
Terminal 0.02 0.00 0.02
None 2 0 2
0.05 0.00 0.05
Novell Client 1 0 1
for 32-bit 0.02 0.00 0.02
Total 9 0 9
0.03 0.00 0.03
Performance None 1 0 1
0.14 0.00 0.14
Total 1 0 1
0.14 0.00 0.14
Virus Symantec 1 0 1
AntiVirus 0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02




Low

Medium

Total

Network Total 18 0 18
0.12 0.00 0.12

PC/Laptop Error Microsoft Plus! 1 0 1
for Windows 0.03 0.00 0.03

None 6 0 6

1.10 0.00 1.10

Total 7 0 7

0.95 0.00 0.95

Hardware None 18 1 19

0.22 0.06 0.21

Total 18 1 19

0.22 0.06 0.21

Password None 1 0 1

0.03 0.00 0.03

Total 1 0 1

0.03 0.00 0.03

Virus None 9 0 9

1.44 0.00 1.44

Symantec 3 0 3

AntiVirus 0.02 0.00 0.02

Total 12 0 12

1.09 0.00 1.09

Total 38 1 39

0.62 0.06 0.61

Print/Copy/Sca Error Code Adobe Acrobat 1 0 1
n/Fax 8.0 2.92 0.00 2.92
None 1 0 1

21.26 0.00 21.26

Total 2 0 2

12.09 0.00 12.09

Incident Documentum 1 0 1

0.19 0.00 0.19




Low Medium Total
Print/Copy/Sca Incident None 5 0 5
n/Fax 0.05 0.00 0.05
Total 6 0 6
0.08 0.00 0.08
Toner/Fuser/ink None 4 0 4
0.05 0.00 0.05
Total 4 0 4
0.05 0.00 0.05
2.07 0.00 2.07
Wireless Performance Sprint Remote 4 0 4
Connectivity Access 0.25 0.00 0.25
Total 4 0 4
0.25 0.00 0.25
Total 4 0 4
0.25 0.00 0.25
132 1 133
1.29 0.06 1.28
_No Tier 2 None None 1 0 1
37.86 0.00 37.86
Total 1 0 1
37.86 0.00 37.86
Total 1 0 1
37.86 0.00 37.86
1 0 1
37.86 0.00 37.86
Telecom Voice Mail None 1 0 1
0.26 0.00 0.26
Total 1 0 1
0.26 0.00 0.26
Total 1 0 1
0.26 0.00 0.26




Low Medium Total
1 0 1
0.26 0.00 0.26
Telecom Dial Tone 1 0 1
0.64 0.00 0.64
1 0 1
0.64 0.00 0.64
1 0 1
0.64 0.00 0.64
1 0 1
0.64 0.00 0.64
141 1 142
1.76 0.06 1.75
INC000000069310 _No Tier 2 None None TIR Missed: Yes TIR: 10.82
Network Operations Environmental Quality Low Closed TTR Missed: Yes TTR: 37.86
INC000000072612  _No Tier 2 None None TIR Missed: No  TIR: 0.09
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.09
INC000000073188 _No Tier 2 None None TIRMissed: No TIR: 0.24
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.24
INC000000073269 _No Tier 2 None None TIR Missed: No TIR:  0.03
Capitol Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 10.98
INC000000074987 _No Tier 2 None Microsoft Word TIR Missed: No  TIR: 0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000076704  _No Tier 2 None None TIR Missed: No  TIR: 0.10
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.10
INC000000076846 _No Tier 2 None None TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000076908 _No Tier 2 None None TIRMissed: No TIR: 0.24
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.24
INC000000076937 _No Tier 2 None None TIRMissed: No TIR: 0.16
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.16
INC000000078041  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000078239 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No  TIR: 0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000079629 _No Tier 2 None None TIR Missed: No TIR: 0.73
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.73
INC000000082165 _No Tier 2 None None TIRMissed: No TIR: 275
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 2.75
INC000000082686 _No Tier 2 None Microsoft Excel TIR Missed: No  TIR: 0.17
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.17




